
Human Resource Management Incidents Report
3/1/2010 to 3/31/2010 as of 4/1/2010

First Contact Resolution 

Human Resource Management

Top Number - Total Incidents

Bottom Number - FCR Met

High Low Total

Capitol 

Desktop 

Support

_No Tier 2 None None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Application Error None 0

0

2

0

2

0

Novell 

GroupWise

0

0

1

0

1

0

Total 0

0

3

0

3

0

Total 0

0

3

0

3

0

Network Error None 0

0

1

0

1

0

Novell Client 

for 32-bit 

0

0

1

0

1

0

Total 0

0

2

0

2

0

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.

Cells displayed show the number of incidents resolved on first contact during the reporting period.



High Low Total

Capitol 

Desktop 

Support

Network Password None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

3

0

3

0

PC/Laptop Hardware None 0

0

1

0

1

0

Total 0

0

1

0

1

0

None None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

2

0

2

0

Total 0
0

9
0

9
0

Capitol Hosting Application Reporting None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

DWS 

Applications 

Help Desk

Application Password Content 

Manager

0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0

0

1

1

1

1



High Low Total

DWS 

Applications 

Help Desk

Mainframe Password BlueZone 0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0
0

2
2

2
2

Help Desk Application Error Novell Client 

for 32-bit 

0

0

1

1

1

1

Total 0

0

1

1

1

1

Password Utah Master 

Directory

0

0

1

1

1

1

Total 0

0

1

1

1

1

Reporting Novell 

Messenger

0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0

0

3

3

3

3

Network Password None 0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0
0

4
4

4
4

Metro A 

Desktop 

Support

Print/Copy/Sca

n/Fax

None None 0

0

2

0

2

0



High Low Total

Metro A 

Desktop 

Support

Print/Copy/Sca

n/Fax

None Total 0

0

2

0

2

0

Total 0

0

2

0

2

0

Total 0
0

2
0

2
0

Metro A Help 

Desk

Application Error None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

1
0

1
0

Metro B 

Desktop 

Support

Application Error Microsoft Word 0

0

1

1

1

1

Novell 

GroupWise

0

0

1

1

1

1

Novell 

Messenger

0

0

1

0

1

0

Superbase 0

0

1

1

1

1

Total 0

0

4

3

4

3

None None 0

0

1

0

1

0

Novell 

Messenger

0

0

1

0

1

0

Total 0

0

2

0

2

0

Reporting None 0

0

1

0

1

0



High Low Total

Metro B 

Desktop 

Support

Application Reporting Novell 

Messenger

0

0

1

0

1

0

Total 0

0

2

0

2

0

Total 0

0

8

3

8

3

EIS Hardware PC/Laptop None 0

0

2

1

2

1

Total 0

0

2

1

2

1

Total 0

0

2

1

2

1

Network Error Novell Client 

for 32-bit 

0

0

1

0

1

0

Total 0

0

1

0

1

0

Incident None 0

0

2

2

2

2

Total 0

0

2

2

2

2

None Novell Client 

for 32-bit 

0

0

1

0

1

0

Total 0

0

1

0

1

0

Password Novell Client 

for 32-bit 

0

0

3

3

3

3

Total 0

0

3

3

3

3

Total 0

0

7

5

7

5

PC/Laptop Performance Internet 

Explorer

0

0

2

2

2

2



High Low Total

Metro B 

Desktop 

Support

PC/Laptop Performance Total 0

0

2

2

2

2

Total 0

0

2

2

2

2

Print/Copy/Sca

n/Fax

Incident HP Printing 

System for 

0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0
0

20
12

20
12

Metro B Help 

Desk

_No Tier 2 None None 0

0

2

0

2

0

Total 0

0

2

0

2

0

Total 0

0

2

0

2

0

Application None None 0

0

1

1

1

1

Novell 

Messenger

0

0

1

1

1

1

Total 0

0

2

2

2

2

Total 0

0

2

2

2

2

Network None None 0

0

3

3

3

3

Novell Client 

for 32-bit 

0

0

2

2

2

2

Total 0

0

5

5

5

5



High Low Total

Metro B Help 

Desk

Network Total 0

0

5

5

5

5

Total 0
0

9
7

9
7

Metro C 

Desktop 

Support

_No Tier 2 None Adobe Acrobat 

9.0 Standard

0

0

1

0

1

0

Novell 

GroupWise

0

0

2

0

2

0

State Payroll 

Time Entry 

0

0

1

0

1

0

Total 0

0

4

0

4

0

Total 0

0

4

0

4

0

Application None None 0

0

2

0

2

0

Total 0

0

2

0

2

0

Total 0

0

2

0

2

0

Network None None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

7
0

7
0

Metro C Help 

Desk

_No Tier 2 None Novell 

GroupWise

0

0

2

2

2

2

Total 0

0

2

2

2

2



High Low Total

Metro C Help 

Desk

_No Tier 2 Total 0

0

2

2

2

2

Total 0
0

2
2

2
2

Metro D 

Desktop 

Support

Application Error Novell 

GroupWise

0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Network Error None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Print/Copy/Sca

n/Fax

None None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

3
0

3
0

Metro D Help 

Desk

Network Error None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

1
0

1
0



High Low Total

Metro D 

Hosting

Network Error Novell Client 

for 32-bit 

0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Server None None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

2
0

2
0

Operations 

Production 

Control

_No Tier 2 None None 0

0

2

0

2

0

Total 0

0

2

0

2

0

Total 0

0

2

0

2

0

Total 0
0

2
0

2
0

ORSIS Support Print/Copy/Sca

n/Fax

Toner/Fuser/Ink None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

1
0

1
0

Rural Central 

Desktop 

Support

Application Error Adobe Acrobat 

9.0 Standard

0

0

1

0

1

0



High Low Total

Rural Central 

Desktop 

Support

Application Error Hummingbird 

DM Extensions

0

0

1

1

1

1

Internet 

Explorer

0

0

1

0

1

0

Total 0

0

3

1

3

1

None Microsoft Visio 

Professional 

0

0

1

1

1

1

None 0

0

1

0

1

0

Total 0

0

2

1

2

1

Total 0

0

5

2

5

2

Network None Novell Client 

for 32-bit 

0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0

0

1

1

1

1

PC/Laptop Hardware None 0

0

2

1

2

1

Total 0

0

2

1

2

1

Total 0

0

2

1

2

1

Total 0
0

8
4

8
4

Rural South 

Desktop 

Support

_No Tier 2 None Novell 

ConsoleOne

0

0

1

1

1

1

Total 0

0

1

1

1

1



High Low Total

Rural South 

Desktop 

Support

_No Tier 2 Total 0

0

1

1

1

1

Total 0
0

1
1

1
1

Security Network Incident None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

1
0

1
0

Voice 

Operations

Telecom Call/Receive None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Feature None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Voice Mail None 0

0

1

0

1

0

Telephone 0

0

1

0

1

0

Total 0

0

2

0

2

0

Total 0

0

4

0

4

0

Total 0
0

4
0

4
0

Total 1
0

79
32

80
32



High Low Total

Capitol 

Desktop 

Support

_No Tier 2 None None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Application Error None 0

0

2

1

2

1

Novell 

GroupWise

0

0

1

1

1

1

Total 0

0

3

2

3

2

Total 0

0

3

2

3

2

Network Error None 0

0

1

1

1

1

Novell Client 

for 32-bit 

0

0

1

0

1

0

Total 0

0

2

1

2

1

Password None 0

0

1

1

1

1

Total 0

0

1

1

1

1

Missed Initial Response

Top Number - Total Incidents

Bottom Number - Missed Inital Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock minutes. 

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period. 



High Low Total

Capitol 

Desktop 

Support

Network Total 0

0

3

2

3

2

PC/Laptop Hardware None 0

0

1

0

1

0

Total 0

0

1

0

1

0

None None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

2

0

2

0

Total 0
0

9
4

9
4

Capitol Hosting Application Reporting None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

DWS 

Applications 

Help Desk

Application Password Content 

Manager

0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Mainframe Password BlueZone 0

0

1

0

1

0

Total 0

0

1

0

1

0



High Low Total

DWS 

Applications 

Help Desk

Mainframe Total 0

0

1

0

1

0

Total 0
0

2
0

2
0

Help Desk Application Error Novell Client 

for 32-bit 

0

0

1

0

1

0

Total 0

0

1

0

1

0

Password Utah Master 

Directory

0

0

1

0

1

0

Total 0

0

1

0

1

0

Reporting Novell 

Messenger

0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

3

0

3

0

Network Password None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

4
0

4
0

Metro A 

Desktop 

Support

Print/Copy/Sca

n/Fax

None None 0

0

2

0

2

0

Total 0

0

2

0

2

0

Total 0

0

2

0

2

0



High Low Total

Metro A 

Desktop 

Support

Total 0
0

2
0

2
0

Metro A Help 

Desk

Application Error None 0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0
0

1
1

1
1

Metro B 

Desktop 

Support

Application Error Microsoft Word 0

0

1

0

1

0

Novell 

GroupWise

0

0

1

0

1

0

Novell 

Messenger

0

0

1

0

1

0

Superbase 0

0

1

0

1

0

Total 0

0

4

0

4

0

None None 0

0

1

0

1

0

Novell 

Messenger

0

0

1

0

1

0

Total 0

0

2

0

2

0

Reporting None 0

0

1

0

1

0

Novell 

Messenger

0

0

1

0

1

0

Total 0

0

2

0

2

0



High Low Total

Metro B 

Desktop 

Support

Application Total 0

0

8

0

8

0

EIS Hardware PC/Laptop None 0

0

2

0

2

0

Total 0

0

2

0

2

0

Total 0

0

2

0

2

0

Network Error Novell Client 

for 32-bit 

0

0

1

0

1

0

Total 0

0

1

0

1

0

Incident None 0

0

2

0

2

0

Total 0

0

2

0

2

0

None Novell Client 

for 32-bit 

0

0

1

0

1

0

Total 0

0

1

0

1

0

Password Novell Client 

for 32-bit 

0

0

3

0

3

0

Total 0

0

3

0

3

0

Total 0

0

7

0

7

0

PC/Laptop Performance Internet 

Explorer

0

0

2

0

2

0

Total 0

0

2

0

2

0

Total 0

0

2

0

2

0



High Low Total

Metro B 

Desktop 

Support

Print/Copy/Sca

n/Fax

Incident HP Printing 

System for 

0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

20
0

20
0

Metro B Help 

Desk

_No Tier 2 None None 0

0

2

0

2

0

Total 0

0

2

0

2

0

Total 0

0

2

0

2

0

Application None None 0

0

1

0

1

0

Novell 

Messenger

0

0

1

0

1

0

Total 0

0

2

0

2

0

Total 0

0

2

0

2

0

Network None None 0

0

3

0

3

0

Novell Client 

for 32-bit 

0

0

2

0

2

0

Total 0

0

5

0

5

0

Total 0

0

5

0

5

0

Total 0
0

9
0

9
0



High Low Total

Metro C 

Desktop 

Support

_No Tier 2 None Adobe Acrobat 

9.0 Standard

0

0

1

1

1

1

Novell 

GroupWise

0

0

2

0

2

0

State Payroll 

Time Entry 

0

0

1

0

1

0

Total 0

0

4

1

4

1

Total 0

0

4

1

4

1

Application None None 0

0

2

1

2

1

Total 0

0

2

1

2

1

Total 0

0

2

1

2

1

Network None None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

7
2

7
2

Metro C Help 

Desk

_No Tier 2 None Novell 

GroupWise

0

0

2

0

2

0

Total 0

0

2

0

2

0

Total 0

0

2

0

2

0

Total 0
0

2
0

2
0



High Low Total

Metro D 

Desktop 

Support

Application Error Novell 

GroupWise

0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Network Error None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Print/Copy/Sca

n/Fax

None None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

3
0

3
0

Metro D Help 

Desk

Network Error None 0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0
0

1
1

1
1

Metro D 

Hosting

Network Error Novell Client 

for 32-bit 

0

0

1

0

1

0

Total 0

0

1

0

1

0



High Low Total

Metro D 

Hosting

Network Total 0

0

1

0

1

0

Server None None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

2
0

2
0

Operations 

Production 

Control

_No Tier 2 None None 0

0

2

0

2

0

Total 0

0

2

0

2

0

Total 0

0

2

0

2

0

Total 0
0

2
0

2
0

ORSIS Support Print/Copy/Sca

n/Fax

Toner/Fuser/Ink None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

1
0

1
0

Rural Central 

Desktop 

Support

Application Error Adobe Acrobat 

9.0 Standard

0

0

1

0

1

0

Hummingbird 

DM Extensions

0

0

1

0

1

0

Internet 

Explorer

0

0

1

0

1

0



High Low Total

Rural Central 

Desktop 

Support

Application Error Total 0

0

3

0

3

0

None Microsoft Visio 

Professional 

0

0

1

0

1

0

None 0

0

1

0

1

0

Total 0

0

2

0

2

0

Total 0

0

5

0

5

0

Network None Novell Client 

for 32-bit 

0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

PC/Laptop Hardware None 0

0

2

0

2

0

Total 0

0

2

0

2

0

Total 0

0

2

0

2

0

Total 0
0

8
0

8
0

Rural South 

Desktop 

Support

_No Tier 2 None Novell 

ConsoleOne

0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

1
0

1
0



High Low Total

Security Network Incident None 0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0
0

1
1

1
1

Voice 

Operations

Telecom Call/Receive None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Feature None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Voice Mail None 0

0

1

0

1

0

Telephone 0

0

1

0

1

0

Total 0

0

2

0

2

0

Total 0

0

4

0

4

0

Total 0
0

4
0

4
0

Total 1
0

79
9

80
9



Average Time To Initial Response

Top Number - Total Incidents

Bottom Number -Average time in hours

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock hour minutes. 

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

High Low Total

Capitol 

Desktop 

Support

_No Tier 2 None None 0

0.00

1

0.03

1

0.03

Total 0

0.00

1

0.03

1

0.03

Total 0

0.00

1

0.03

1

0.03

Application Error None 0

0.00

2

0.74

2

0.74

Novell 

GroupWise

0

0.00

1

2.43

1

2.43

Total 0

0.00

3

1.30

3

1.30

Total 0

0.00

3

1.30

3

1.30

Network Error None 0

0.00

1

1.34

1

1.34

Novell Client 

for 32-bit 

0

0.00

1

0.63

1

0.63

Total 0

0.00

2

0.99

2

0.99

Password None 0

0.00

1

4.30

1

4.30

Total 0

0.00

1

4.30

1

4.30



High Low Total

Capitol 

Desktop 

Support

Network Total 0

0.00

3

2.09

3

2.09

PC/Laptop Hardware None 0

0.00

1

0.08

1

0.08

Total 0

0.00

1

0.08

1

0.08

None None 0

0.00

1

0.71

1

0.71

Total 0

0.00

1

0.71

1

0.71

Total 0

0.00

2

0.39

2

0.39

Total 0
0.00

9
1.22

9
1.22

Capitol Hosting Application Reporting None 1

0.18

0

0.00

1

0.18

Total 1

0.18

0

0.00

1

0.18

Total 1

0.18

0

0.00

1

0.18

Total 1
0.18

0
0.00

1
0.18

DWS 

Applications 

Help Desk

Application Password Content 

Manager

0

0.00

1

0.02

1

0.02

Total 0

0.00

1

0.02

1

0.02

Total 0

0.00

1

0.02

1

0.02

Mainframe Password BlueZone 0

0.00

1

0.06

1

0.06

Total 0

0.00

1

0.06

1

0.06



High Low Total

DWS 

Applications 

Help Desk

Mainframe Total 0

0.00

1

0.06

1

0.06

Total 0
0.00

2
0.04

2
0.04

Help Desk Application Error Novell Client 

for 32-bit 

0

0.00

1

0.04

1

0.04

Total 0

0.00

1

0.04

1

0.04

Password Utah Master 

Directory

0

0.00

1

0.09

1

0.09

Total 0

0.00

1

0.09

1

0.09

Reporting Novell 

Messenger

0

0.00

1

0.16

1

0.16

Total 0

0.00

1

0.16

1

0.16

Total 0

0.00

3

0.10

3

0.10

Network Password None 0

0.00

1

0.04

1

0.04

Total 0

0.00

1

0.04

1

0.04

Total 0

0.00

1

0.04

1

0.04

Total 0
0.00

4
0.08

4
0.08

Metro A 

Desktop 

Support

Print/Copy/Sca

n/Fax

None None 0

0.00

2

0.31

2

0.31

Total 0

0.00

2

0.31

2

0.31

Total 0

0.00

2

0.31

2

0.31



High Low Total

Metro A 

Desktop 

Support

Total 0
0.00

2
0.31

2
0.31

Metro A Help 

Desk

Application Error None 0

0.00

1

2.12

1

2.12

Total 0

0.00

1

2.12

1

2.12

Total 0

0.00

1

2.12

1

2.12

Total 0
0.00

1
2.12

1
2.12

Metro B 

Desktop 

Support

Application Error Microsoft Word 0

0.00

1

0.03

1

0.03

Novell 

GroupWise

0

0.00

1

0.02

1

0.02

Novell 

Messenger

0

0.00

1

0.05

1

0.05

Superbase 0

0.00

1

0.01

1

0.01

Total 0

0.00

4

0.03

4

0.03

None None 0

0.00

1

0.03

1

0.03

Novell 

Messenger

0

0.00

1

0.15

1

0.15

Total 0

0.00

2

0.09

2

0.09

Reporting None 0

0.00

1

0.09

1

0.09

Novell 

Messenger

0

0.00

1

0.10

1

0.10

Total 0

0.00

2

0.10

2

0.10



High Low Total

Metro B 

Desktop 

Support

Application Total 0

0.00

8

0.06

8

0.06

EIS Hardware PC/Laptop None 0

0.00

2

0.25

2

0.25

Total 0

0.00

2

0.25

2

0.25

Total 0

0.00

2

0.25

2

0.25

Network Error Novell Client 

for 32-bit 

0

0.00

1

0.36

1

0.36

Total 0

0.00

1

0.36

1

0.36

Incident None 0

0.00

2

0.05

2

0.05

Total 0

0.00

2

0.05

2

0.05

None Novell Client 

for 32-bit 

0

0.00

1

0.10

1

0.10

Total 0

0.00

1

0.10

1

0.10

Password Novell Client 

for 32-bit 

0

0.00

3

0.02

3

0.02

Total 0

0.00

3

0.02

3

0.02

Total 0

0.00

7

0.09

7

0.09

PC/Laptop Performance Internet 

Explorer

0

0.00

2

0.01

2

0.01

Total 0

0.00

2

0.01

2

0.01

Total 0

0.00

2

0.01

2

0.01



High Low Total

Metro B 

Desktop 

Support

Print/Copy/Sca

n/Fax

Incident HP Printing 

System for 

0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Total 0
0.00

20
0.08

20
0.08

Metro B Help 

Desk

_No Tier 2 None None 0

0.00

2

0.03

2

0.03

Total 0

0.00

2

0.03

2

0.03

Total 0

0.00

2

0.03

2

0.03

Application None None 0

0.00

1

0.03

1

0.03

Novell 

Messenger

0

0.00

1

0.04

1

0.04

Total 0

0.00

2

0.04

2

0.04

Total 0

0.00

2

0.04

2

0.04

Network None None 0

0.00

3

0.00

3

0.00

Novell Client 

for 32-bit 

0

0.00

2

0.00

2

0.00

Total 0

0.00

5

0.00

5

0.00

Total 0

0.00

5

0.00

5

0.00

Total 0
0.00

9
0.02

9
0.02



High Low Total

Metro C 

Desktop 

Support

_No Tier 2 None Adobe Acrobat 

9.0 Standard

0

0.00

1

1.36

1

1.36

Novell 

GroupWise

0

0.00

2

0.15

2

0.15

State Payroll 

Time Entry 

0

0.00

1

0.57

1

0.57

Total 0

0.00

4

0.56

4

0.56

Total 0

0.00

4

0.56

4

0.56

Application None None 0

0.00

2

0.58

2

0.58

Total 0

0.00

2

0.58

2

0.58

Total 0

0.00

2

0.58

2

0.58

Network None None 0

0.00

1

0.13

1

0.13

Total 0

0.00

1

0.13

1

0.13

Total 0

0.00

1

0.13

1

0.13

Total 0
0.00

7
0.50

7
0.50

Metro C Help 

Desk

_No Tier 2 None Novell 

GroupWise

0

0.00

2

0.03

2

0.03

Total 0

0.00

2

0.03

2

0.03

Total 0

0.00

2

0.03

2

0.03

Total 0
0.00

2
0.03

2
0.03



High Low Total

Metro D 

Desktop 

Support

Application Error Novell 

GroupWise

0

0.00

1

0.21

1

0.21

Total 0

0.00

1

0.21

1

0.21

Total 0

0.00

1

0.21

1

0.21

Network Error None 0

0.00

1

0.33

1

0.33

Total 0

0.00

1

0.33

1

0.33

Total 0

0.00

1

0.33

1

0.33

Print/Copy/Sca

n/Fax

None None 0

0.00

1

0.01

1

0.01

Total 0

0.00

1

0.01

1

0.01

Total 0

0.00

1

0.01

1

0.01

Total 0
0.00

3
0.18

3
0.18

Metro D Help 

Desk

Network Error None 0

0.00

1

12.18

1

12.18

Total 0

0.00

1

12.18

1

12.18

Total 0

0.00

1

12.18

1

12.18

Total 0
0.00

1
12.18

1
12.18

Metro D 

Hosting

Network Error Novell Client 

for 32-bit 

0

0.00

1

0.37

1

0.37

Total 0

0.00

1

0.37

1

0.37



High Low Total

Metro D 

Hosting

Network Total 0

0.00

1

0.37

1

0.37

Server None None 0

0.00

1

0.13

1

0.13

Total 0

0.00

1

0.13

1

0.13

Total 0

0.00

1

0.13

1

0.13

Total 0
0.00

2
0.25

2
0.25

Operations 

Production 

Control

_No Tier 2 None None 0

0.00

2

0.01

2

0.01

Total 0

0.00

2

0.01

2

0.01

Total 0

0.00

2

0.01

2

0.01

Total 0
0.00

2
0.01

2
0.01

ORSIS Support Print/Copy/Sca

n/Fax

Toner/Fuser/Ink None 0

0.00

1

0.05

1

0.05

Total 0

0.00

1

0.05

1

0.05

Total 0

0.00

1

0.05

1

0.05

Total 0
0.00

1
0.05

1
0.05

Rural Central 

Desktop 

Support

Application Error Adobe Acrobat 

9.0 Standard

0

0.00

1

0.09

1

0.09

Hummingbird 

DM Extensions

0

0.00

1

0.14

1

0.14

Internet 

Explorer

0

0.00

1

0.09

1

0.09



High Low Total

Rural Central 

Desktop 

Support

Application Error Total 0

0.00

3

0.11

3

0.11

None Microsoft Visio 

Professional 

0

0.00

1

0.01

1

0.01

None 0

0.00

1

0.07

1

0.07

Total 0

0.00

2

0.04

2

0.04

Total 0

0.00

5

0.08

5

0.08

Network None Novell Client 

for 32-bit 

0

0.00

1

0.14

1

0.14

Total 0

0.00

1

0.14

1

0.14

Total 0

0.00

1

0.14

1

0.14

PC/Laptop Hardware None 0

0.00

2

0.14

2

0.14

Total 0

0.00

2

0.14

2

0.14

Total 0

0.00

2

0.14

2

0.14

Total 0
0.00

8
0.10

8
0.10

Rural South 

Desktop 

Support

_No Tier 2 None Novell 

ConsoleOne

0

0.00

1

0.36

1

0.36

Total 0

0.00

1

0.36

1

0.36

Total 0

0.00

1

0.36

1

0.36

Total 0
0.00

1
0.36

1
0.36



High Low Total

Security Network Incident None 0

0.00

1

1.81

1

1.81

Total 0

0.00

1

1.81

1

1.81

Total 0

0.00

1

1.81

1

1.81

Total 0
0.00

1
1.81

1
1.81

Voice 

Operations

Telecom Call/Receive None 0

0.00

1

0.24

1

0.24

Total 0

0.00

1

0.24

1

0.24

Feature None 0

0.00

1

0.42

1

0.42

Total 0

0.00

1

0.42

1

0.42

Voice Mail None 0

0.00

1

0.07

1

0.07

Telephone 0

0.00

1

0.05

1

0.05

Total 0

0.00

2

0.06

2

0.06

Total 0

0.00

4

0.20

4

0.20

Total 0
0.00

4
0.20

4
0.20

Total 1
0.18

79
0.47

80
0.47



High Low Total

Capitol 

Desktop 

Support

_No Tier 2 None None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Application Error None 0

0

2

0

2

0

Novell 

GroupWise

0

0

1

0

1

0

Total 0

0

3

0

3

0

Total 0

0

3

0

3

0

Network Error None 0

0

1

0

1

0

Novell Client 

for 32-bit 

0

0

1

0

1

0

Total 0

0

2

0

2

0

Password None 0

0

1

1

1

1

Total 0

0

1

1

1

1

Missed Resolution

Top Number - Total Incidents

Bottom Number - Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.



High Low Total

Capitol 

Desktop 

Support

Network Total 0

0

3

1

3

1

PC/Laptop Hardware None 0

0

1

0

1

0

Total 0

0

1

0

1

0

None None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

2

0

2

0

Total 0
0

9
1

9
1

Capitol Hosting Application Reporting None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

DWS 

Applications 

Help Desk

Application Password Content 

Manager

0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Mainframe Password BlueZone 0

0

1

0

1

0

Total 0

0

1

0

1

0



High Low Total

DWS 

Applications 

Help Desk

Mainframe Total 0

0

1

0

1

0

Total 0
0

2
0

2
0

Help Desk Application Error Novell Client 

for 32-bit 

0

0

1

0

1

0

Total 0

0

1

0

1

0

Password Utah Master 

Directory

0

0

1

0

1

0

Total 0

0

1

0

1

0

Reporting Novell 

Messenger

0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

3

0

3

0

Network Password None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

4
0

4
0

Metro A 

Desktop 

Support

Print/Copy/Sca

n/Fax

None None 0

0

2

0

2

0

Total 0

0

2

0

2

0

Total 0

0

2

0

2

0



High Low Total

Metro A 

Desktop 

Support

Total 0
0

2
0

2
0

Metro A Help 

Desk

Application Error None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

1
0

1
0

Metro B 

Desktop 

Support

Application Error Microsoft Word 0

0

1

0

1

0

Novell 

GroupWise

0

0

1

0

1

0

Novell 

Messenger

0

0

1

0

1

0

Superbase 0

0

1

0

1

0

Total 0

0

4

0

4

0

None None 0

0

1

1

1

1

Novell 

Messenger

0

0

1

0

1

0

Total 0

0

2

1

2

1

Reporting None 0

0

1

0

1

0

Novell 

Messenger

0

0

1

0

1

0

Total 0

0

2

0

2

0



High Low Total

Metro B 

Desktop 

Support

Application Total 0

0

8

1

8

1

EIS Hardware PC/Laptop None 0

0

2

0

2

0

Total 0

0

2

0

2

0

Total 0

0

2

0

2

0

Network Error Novell Client 

for 32-bit 

0

0

1

1

1

1

Total 0

0

1

1

1

1

Incident None 0

0

2

0

2

0

Total 0

0

2

0

2

0

None Novell Client 

for 32-bit 

0

0

1

1

1

1

Total 0

0

1

1

1

1

Password Novell Client 

for 32-bit 

0

0

3

0

3

0

Total 0

0

3

0

3

0

Total 0

0

7

2

7

2

PC/Laptop Performance Internet 

Explorer

0

0

2

0

2

0

Total 0

0

2

0

2

0

Total 0

0

2

0

2

0



High Low Total

Metro B 

Desktop 

Support

Print/Copy/Sca

n/Fax

Incident HP Printing 

System for 

0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

20
3

20
3

Metro B Help 

Desk

_No Tier 2 None None 0

0

2

0

2

0

Total 0

0

2

0

2

0

Total 0

0

2

0

2

0

Application None None 0

0

1

0

1

0

Novell 

Messenger

0

0

1

0

1

0

Total 0

0

2

0

2

0

Total 0

0

2

0

2

0

Network None None 0

0

3

0

3

0

Novell Client 

for 32-bit 

0

0

2

0

2

0

Total 0

0

5

0

5

0

Total 0

0

5

0

5

0

Total 0
0

9
0

9
0



High Low Total

Metro C 

Desktop 

Support

_No Tier 2 None Adobe Acrobat 

9.0 Standard

0

0

1

1

1

1

Novell 

GroupWise

0

0

2

0

2

0

State Payroll 

Time Entry 

0

0

1

0

1

0

Total 0

0

4

1

4

1

Total 0

0

4

1

4

1

Application None None 0

0

2

0

2

0

Total 0

0

2

0

2

0

Total 0

0

2

0

2

0

Network None None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

7
1

7
1

Metro C Help 

Desk

_No Tier 2 None Novell 

GroupWise

0

0

2

0

2

0

Total 0

0

2

0

2

0

Total 0

0

2

0

2

0

Total 0
0

2
0

2
0



High Low Total

Metro D 

Desktop 

Support

Application Error Novell 

GroupWise

0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Network Error None 0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0

0

1

1

1

1

Print/Copy/Sca

n/Fax

None None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

3
1

3
1

Metro D Help 

Desk

Network Error None 0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0
0

1
1

1
1

Metro D 

Hosting

Network Error Novell Client 

for 32-bit 

0

0

1

0

1

0

Total 0

0

1

0

1

0



High Low Total

Metro D 

Hosting

Network Total 0

0

1

0

1

0

Server None None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

2
0

2
0

Operations 

Production 

Control

_No Tier 2 None None 0

0

2

0

2

0

Total 0

0

2

0

2

0

Total 0

0

2

0

2

0

Total 0
0

2
0

2
0

ORSIS Support Print/Copy/Sca

n/Fax

Toner/Fuser/Ink None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

1
0

1
0

Rural Central 

Desktop 

Support

Application Error Adobe Acrobat 

9.0 Standard

0

0

1

0

1

0

Hummingbird 

DM Extensions

0

0

1

0

1

0

Internet 

Explorer

0

0

1

0

1

0



High Low Total

Rural Central 

Desktop 

Support

Application Error Total 0

0

3

0

3

0

None Microsoft Visio 

Professional 

0

0

1

0

1

0

None 0

0

1

0

1

0

Total 0

0

2

0

2

0

Total 0

0

5

0

5

0

Network None Novell Client 

for 32-bit 

0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

PC/Laptop Hardware None 0

0

2

0

2

0

Total 0

0

2

0

2

0

Total 0

0

2

0

2

0

Total 0
0

8
0

8
0

Rural South 

Desktop 

Support

_No Tier 2 None Novell 

ConsoleOne

0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

1
0

1
0



High Low Total

Security Network Incident None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

1
0

1
0

Voice 

Operations

Telecom Call/Receive None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Feature None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Voice Mail None 0

0

1

0

1

0

Telephone 0

0

1

0

1

0

Total 0

0

2

0

2

0

Total 0

0

4

0

4

0

Total 0
0

4
0

4
0

Total 1
0

79
7

80
7



High Low Total

Capitol 

Desktop 

Support

_No Tier 2 None None 0

0.00

1

0.03

1

0.03

Total 0

0.00

1

0.03

1

0.03

Total 0

0.00

1

0.03

1

0.03

Application Error None 0

0.00

2

2.55

2

2.55

Novell 

GroupWise

0

0.00

1

2.43

1

2.43

Total 0

0.00

3

2.51

3

2.51

Total 0

0.00

3

2.51

3

2.51

Network Error None 0

0.00

1

5.33

1

5.33

Novell Client 

for 32-bit 

0

0.00

1

5.90

1

5.90

Total 0

0.00

2

5.61

2

5.61

Password None 0

0.00

1

17.37

1

17.37

Total 0

0.00

1

17.37

1

17.37

Average Time To Resolution

Top Number - Total Incidents

Bottom Number - Average time in hours

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.



High Low Total

Capitol 

Desktop 

Support

Network Total 0

0.00

3

9.53

3

9.53

PC/Laptop Hardware None 0

0.00

1

0.11

1

0.11

Total 0

0.00

1

0.11

1

0.11

None None 0

0.00

1

0.71

1

0.71

Total 0

0.00

1

0.71

1

0.71

Total 0

0.00

2

0.41

2

0.41

Total 0
0.00

9
4.11

9
4.11

Capitol Hosting Application Reporting None 1

0.30

0

0.00

1

0.30

Total 1

0.30

0

0.00

1

0.30

Total 1

0.30

0

0.00

1

0.30

Total 1
0.30

0
0.00

1
0.30

DWS 

Applications 

Help Desk

Application Password Content 

Manager

0

0.00

1

0.02

1

0.02

Total 0

0.00

1

0.02

1

0.02

Total 0

0.00

1

0.02

1

0.02

Mainframe Password BlueZone 0

0.00

1

0.06

1

0.06

Total 0

0.00

1

0.06

1

0.06



High Low Total

DWS 

Applications 

Help Desk

Mainframe Total 0

0.00

1

0.06

1

0.06

Total 0
0.00

2
0.04

2
0.04

Help Desk Application Error Novell Client 

for 32-bit 

0

0.00

1

0.04

1

0.04

Total 0

0.00

1

0.04

1

0.04

Password Utah Master 

Directory

0

0.00

1

0.09

1

0.09

Total 0

0.00

1

0.09

1

0.09

Reporting Novell 

Messenger

0

0.00

1

0.16

1

0.16

Total 0

0.00

1

0.16

1

0.16

Total 0

0.00

3

0.10

3

0.10

Network Password None 0

0.00

1

0.04

1

0.04

Total 0

0.00

1

0.04

1

0.04

Total 0

0.00

1

0.04

1

0.04

Total 0
0.00

4
0.08

4
0.08

Metro A 

Desktop 

Support

Print/Copy/Sca

n/Fax

None None 0

0.00

2

1.00

2

1.00

Total 0

0.00

2

1.00

2

1.00

Total 0

0.00

2

1.00

2

1.00



High Low Total

Metro A 

Desktop 

Support

Total 0
0.00

2
1.00

2
1.00

Metro A Help 

Desk

Application Error None 0

0.00

1

2.62

1

2.62

Total 0

0.00

1

2.62

1

2.62

Total 0

0.00

1

2.62

1

2.62

Total 0
0.00

1
2.62

1
2.62

Metro B 

Desktop 

Support

Application Error Microsoft Word 0

0.00

1

0.03

1

0.03

Novell 

GroupWise

0

0.00

1

0.02

1

0.02

Novell 

Messenger

0

0.00

1

0.58

1

0.58

Superbase 0

0.00

1

0.01

1

0.01

Total 0

0.00

4

0.16

4

0.16

None None 0

0.00

1

16.38

1

16.38

Novell 

Messenger

0

0.00

1

1.01

1

1.01

Total 0

0.00

2

8.70

2

8.70

Reporting None 0

0.00

1

1.39

1

1.39

Novell 

Messenger

0

0.00

1

0.60

1

0.60

Total 0

0.00

2

1.00

2

1.00



High Low Total

Metro B 

Desktop 

Support

Application Total 0

0.00

8

2.50

8

2.50

EIS Hardware PC/Laptop None 0

0.00

2

0.33

2

0.33

Total 0

0.00

2

0.33

2

0.33

Total 0

0.00

2

0.33

2

0.33

Network Error Novell Client 

for 32-bit 

0

0.00

1

11.28

1

11.28

Total 0

0.00

1

11.28

1

11.28

Incident None 0

0.00

2

0.05

2

0.05

Total 0

0.00

2

0.05

2

0.05

None Novell Client 

for 32-bit 

0

0.00

1

31.42

1

31.42

Total 0

0.00

1

31.42

1

31.42

Password Novell Client 

for 32-bit 

0

0.00

3

0.02

3

0.02

Total 0

0.00

3

0.02

3

0.02

Total 0

0.00

7

6.12

7

6.12

PC/Laptop Performance Internet 

Explorer

0

0.00

2

0.01

2

0.01

Total 0

0.00

2

0.01

2

0.01

Total 0

0.00

2

0.01

2

0.01



High Low Total

Metro B 

Desktop 

Support

Print/Copy/Sca

n/Fax

Incident HP Printing 

System for 

0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Total 0
0.00

20
3.25

20
3.25

Metro B Help 

Desk

_No Tier 2 None None 0

0.00

2

1.51

2

1.51

Total 0

0.00

2

1.51

2

1.51

Total 0

0.00

2

1.51

2

1.51

Application None None 0

0.00

1

0.07

1

0.07

Novell 

Messenger

0

0.00

1

0.04

1

0.04

Total 0

0.00

2

0.06

2

0.06

Total 0

0.00

2

0.06

2

0.06

Network None None 0

0.00

3

0.00

3

0.00

Novell Client 

for 32-bit 

0

0.00

2

0.05

2

0.05

Total 0

0.00

5

0.02

5

0.02

Total 0

0.00

5

0.02

5

0.02

Total 0
0.00

9
0.36

9
0.36



High Low Total

Metro C 

Desktop 

Support

_No Tier 2 None Adobe Acrobat 

9.0 Standard

0

0.00

1

114.54

1

114.54

Novell 

GroupWise

0

0.00

2

0.15

2

0.15

State Payroll 

Time Entry 

0

0.00

1

0.57

1

0.57

Total 0

0.00

4

28.85

4

28.85

Total 0

0.00

4

28.85

4

28.85

Application None None 0

0.00

2

0.98

2

0.98

Total 0

0.00

2

0.98

2

0.98

Total 0

0.00

2

0.98

2

0.98

Network None None 0

0.00

1

0.13

1

0.13

Total 0

0.00

1

0.13

1

0.13

Total 0

0.00

1

0.13

1

0.13

Total 0
0.00

7
16.79

7
16.79

Metro C Help 

Desk

_No Tier 2 None Novell 

GroupWise

0

0.00

2

0.03

2

0.03

Total 0

0.00

2

0.03

2

0.03

Total 0

0.00

2

0.03

2

0.03

Total 0
0.00

2
0.03

2
0.03



High Low Total

Metro D 

Desktop 

Support

Application Error Novell 

GroupWise

0

0.00

1

0.87

1

0.87

Total 0

0.00

1

0.87

1

0.87

Total 0

0.00

1

0.87

1

0.87

Network Error None 0

0.00

1

8.85

1

8.85

Total 0

0.00

1

8.85

1

8.85

Total 0

0.00

1

8.85

1

8.85

Print/Copy/Sca

n/Fax

None None 0

0.00

1

0.01

1

0.01

Total 0

0.00

1

0.01

1

0.01

Total 0

0.00

1

0.01

1

0.01

Total 0
0.00

3
3.25

3
3.25

Metro D Help 

Desk

Network Error None 0

0.00

1

12.18

1

12.18

Total 0

0.00

1

12.18

1

12.18

Total 0

0.00

1

12.18

1

12.18

Total 0
0.00

1
12.18

1
12.18

Metro D 

Hosting

Network Error Novell Client 

for 32-bit 

0

0.00

1

0.37

1

0.37

Total 0

0.00

1

0.37

1

0.37



High Low Total

Metro D 

Hosting

Network Total 0

0.00

1

0.37

1

0.37

Server None None 0

0.00

1

0.13

1

0.13

Total 0

0.00

1

0.13

1

0.13

Total 0

0.00

1

0.13

1

0.13

Total 0
0.00

2
0.25

2
0.25

Operations 

Production 

Control

_No Tier 2 None None 0

0.00

2

0.30

2

0.30

Total 0

0.00

2

0.30

2

0.30

Total 0

0.00

2

0.30

2

0.30

Total 0
0.00

2
0.30

2
0.30

ORSIS Support Print/Copy/Sca

n/Fax

Toner/Fuser/Ink None 0

0.00

1

0.65

1

0.65

Total 0

0.00

1

0.65

1

0.65

Total 0

0.00

1

0.65

1

0.65

Total 0
0.00

1
0.65

1
0.65

Rural Central 

Desktop 

Support

Application Error Adobe Acrobat 

9.0 Standard

0

0.00

1

0.09

1

0.09

Hummingbird 

DM Extensions

0

0.00

1

0.14

1

0.14

Internet 

Explorer

0

0.00

1

0.09

1

0.09



High Low Total

Rural Central 

Desktop 

Support

Application Error Total 0

0.00

3

0.11

3

0.11

None Microsoft Visio 

Professional 

0

0.00

1

0.01

1

0.01

None 0

0.00

1

0.07

1

0.07

Total 0

0.00

2

0.04

2

0.04

Total 0

0.00

5

0.08

5

0.08

Network None Novell Client 

for 32-bit 

0

0.00

1

0.14

1

0.14

Total 0

0.00

1

0.14

1

0.14

Total 0

0.00

1

0.14

1

0.14

PC/Laptop Hardware None 0

0.00

2

0.14

2

0.14

Total 0

0.00

2

0.14

2

0.14

Total 0

0.00

2

0.14

2

0.14

Total 0
0.00

8
0.10

8
0.10

Rural South 

Desktop 

Support

_No Tier 2 None Novell 

ConsoleOne

0

0.00

1

0.36

1

0.36

Total 0

0.00

1

0.36

1

0.36

Total 0

0.00

1

0.36

1

0.36

Total 0
0.00

1
0.36

1
0.36



High Low Total

Security Network Incident None 0

0.00

1

3.00

1

3.00

Total 0

0.00

1

3.00

1

3.00

Total 0

0.00

1

3.00

1

3.00

Total 0
0.00

1
3.00

1
3.00

Voice 

Operations

Telecom Call/Receive None 0

0.00

1

0.47

1

0.47

Total 0

0.00

1

0.47

1

0.47

Feature None 0

0.00

1

0.50

1

0.50

Total 0

0.00

1

0.50

1

0.50

Voice Mail None 0

0.00

1

0.26

1

0.26

Telephone 0

0.00

1

0.32

1

0.32

Total 0

0.00

2

0.29

2

0.29

Total 0

0.00

4

0.39

4

0.39

Total 0
0.00

4
0.39

4
0.39

Total 1
0.30

79
3.26

80
3.22

_No Tier 2 YesNone  1.36TIR:TIR Missed:Adobe Acrobat 9.0 StandardINC000000080771

Yes  114.54TTR:TTR Missed:Metro C Desktop Support Low ClosedHuman Resource Management

_No Tier 2 NoNone  0.03TIR:TIR Missed:Novell GroupWiseINC000000087930

No  0.03TTR:TTR Missed:Metro C Help Desk Low ClosedHuman Resource Management

_No Tier 2 NoNone  0.02TIR:TIR Missed:Novell GroupWiseINC000000087945



No  0.02TTR:TTR Missed:Metro C Help Desk Low ClosedHuman Resource Management

_No Tier 2 NoNone  0.18TIR:TIR Missed:Novell GroupWiseINC000000087968

No  0.18TTR:TTR Missed:Metro C Desktop Support Low ClosedHuman Resource Management

_No Tier 2 NoNone  0.36TIR:TIR Missed:Novell ConsoleOneINC000000088905

No  0.36TTR:TTR Missed:Rural South Desktop Support Low ClosedHuman Resource Management

_No Tier 2 NoNone  0.11TIR:TIR Missed:Novell GroupWiseINC000000088940

No  0.11TTR:TTR Missed:Metro C Desktop Support Low ClosedHuman Resource Management

_No Tier 2 NoNone  0.01TIR:TIR Missed:NoneINC000000093561

No  0.58TTR:TTR Missed:Operations Production Control Low ClosedHuman Resource Management

_No Tier 2 NoNone  0.57TIR:TIR Missed:State Payroll Time Entry System / Employee Self-ServiceINC000000095763

No  0.57TTR:TTR Missed:Metro C Desktop Support Low ClosedHuman Resource Management

_No Tier 2 NoNone  0.02TIR:TIR Missed:NoneINC000000097368

No  0.21TTR:TTR Missed:Metro B Help Desk Low ClosedHuman Resource Management

_No Tier 2 NoNone  0.04TIR:TIR Missed:NoneINC000000100625

No  2.80TTR:TTR Missed:Metro B Help Desk Low ResolvedHuman Resource Management

_No Tier 2 NoNone  0.01TIR:TIR Missed:NoneINC000000101877

No  0.01TTR:TTR Missed:Operations Production Control Low ResolvedHuman Resource Management

_No Tier 2 NoNone  0.03TIR:TIR Missed:NoneINC000000103183

No  0.03TTR:TTR Missed:Capitol Desktop Support Low ResolvedHuman Resource Management

Application

Application NoError  0.48TIR:TIR Missed:NoneINC000000086524

No  3.37TTR:TTR Missed:Capitol Desktop Support Low ClosedHuman Resource Management

Application NoNone  0.03TIR:TIR Missed:NoneINC000000086855

Yes  16.38TTR:TTR Missed:Metro B Desktop Support Low ClosedHuman Resource Management

Application NoNone  0.15TIR:TIR Missed:Novell MessengerINC000000087916

No  1.01TTR:TTR Missed:Metro B Desktop Support Low ClosedHuman Resource Management

Application NoPassword  0.02TIR:TIR Missed:Content ManagerINC000000088928

No  0.02TTR:TTR Missed:DWS Applications Help Desk Low ClosedHuman Resource Management

Application NoError  0.04TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000089090

No  0.04TTR:TTR Missed:Help Desk Low ClosedHuman Resource Management

Application NoError  0.09TIR:TIR Missed:Adobe Acrobat 9.0 StandardINC000000090020

No  0.09TTR:TTR Missed:Rural Central Desktop Support Low ClosedHuman Resource Management

Application NoNone  0.07TIR:TIR Missed:NoneINC000000090392

No  0.07TTR:TTR Missed:Rural Central Desktop Support Low ClosedHuman Resource Management

Application YesError  2.43TIR:TIR Missed:Novell GroupWiseINC000000090728

No  2.43TTR:TTR Missed:Capitol Desktop Support Low ClosedHuman Resource Management

Application NoError  0.02TIR:TIR Missed:Novell GroupWiseINC000000091716

No  0.02TTR:TTR Missed:Metro B Desktop Support Low ClosedHuman Resource Management

Application NoNone  0.03TIR:TIR Missed:NoneINC000000093243

No  0.07TTR:TTR Missed:Metro B Help Desk Low ClosedHuman Resource Management

Application NoError  0.01TIR:TIR Missed:SuperbaseINC000000093282

No  0.01TTR:TTR Missed:Metro B Desktop Support Low ClosedHuman Resource Management

Application NoReporting  0.09TIR:TIR Missed:NoneINC000000093405

No  1.39TTR:TTR Missed:Metro B Desktop Support Low ClosedHuman Resource Management

Application NoNone  0.01TIR:TIR Missed:Microsoft Visio Professional 2003INC000000094475

No  0.01TTR:TTR Missed:Rural Central Desktop Support Low ClosedHuman Resource Management

Application NoNone  0.05TIR:TIR Missed:NoneINC000000095102

No  0.05TTR:TTR Missed:Metro C Desktop Support Low ClosedHuman Resource Management



Application YesNone  1.11TIR:TIR Missed:NoneINC000000095495

No  1.91TTR:TTR Missed:Metro C Desktop Support Low ClosedHuman Resource Management

Application NoNone  0.04TIR:TIR Missed:Novell MessengerINC000000097159

No  0.04TTR:TTR Missed:Metro B Help Desk Low ClosedHuman Resource Management

Application NoReporting  0.16TIR:TIR Missed:Novell MessengerINC000000097448

No  0.16TTR:TTR Missed:Help Desk Low ClosedHuman Resource Management

Application NoReporting  0.10TIR:TIR Missed:Novell MessengerINC000000097466

No  0.60TTR:TTR Missed:Metro B Desktop Support Low ClosedHuman Resource Management

Application YesError  1.00TIR:TIR Missed:NoneINC000000098937

No  1.73TTR:TTR Missed:Capitol Desktop Support Low ResolvedHuman Resource Management

Application NoPassword  0.09TIR:TIR Missed:Utah Master DirectoryINC000000099365

No  0.09TTR:TTR Missed:Help Desk Low ResolvedHuman Resource Management

Application NoError  0.05TIR:TIR Missed:Novell MessengerINC000000099592

No  0.58TTR:TTR Missed:Metro B Desktop Support Low ResolvedHuman Resource Management

Application NoError  0.03TIR:TIR Missed:Microsoft WordINC000000100915

No  0.03TTR:TTR Missed:Metro B Desktop Support Low ResolvedHuman Resource Management

Application NoError  0.21TIR:TIR Missed:Novell GroupWiseINC000000101671

No  0.87TTR:TTR Missed:Metro D Desktop Support Low ResolvedHuman Resource Management

Application YesError  2.12TIR:TIR Missed:NoneINC000000102491

No  2.62TTR:TTR Missed:Metro A Help Desk Low ResolvedHuman Resource Management

Application NoError  0.14TIR:TIR Missed:Hummingbird DM ExtensionsINC000000103000

No  0.14TTR:TTR Missed:Rural Central Desktop Support Low ResolvedHuman Resource Management

Application NoError  0.09TIR:TIR Missed:Internet ExplorerINC000000103027

No  0.09TTR:TTR Missed:Rural Central Desktop Support Low ResolvedHuman Resource Management

Application NoReporting  0.18TIR:TIR Missed:NoneINC000000103893

No  0.30TTR:TTR Missed:Capitol Hosting High ResolvedHuman Resource Management

EIS Hardware

EIS Hardware NoPC/Laptop  0.48TIR:TIR Missed:NoneINC000000090943

No  0.50TTR:TTR Missed:Metro B Desktop Support Low ClosedHuman Resource Management

EIS Hardware NoPC/Laptop  0.02TIR:TIR Missed:NoneINC000000092203

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedHuman Resource Management

Mainframe

Mainframe NoPassword  0.06TIR:TIR Missed:BlueZoneINC000000098904

No  0.06TTR:TTR Missed:DWS Applications Help Desk Low ResolvedHuman Resource Management

Network

Network YesPassword  4.30TIR:TIR Missed:NoneINC000000082581

Yes  17.37TTR:TTR Missed:Capitol Desktop Support Low ClosedHuman Resource Management

Network NoError  0.36TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000086157

Yes  11.28TTR:TTR Missed:Metro B Desktop Support Low ClosedHuman Resource Management

Network NoIncident  0.05TIR:TIR Missed:NoneINC000000087012

No  0.05TTR:TTR Missed:Metro B Desktop Support Low ClosedHuman Resource Management

Network NoPassword  0.04TIR:TIR Missed:NoneINC000000087541

No  0.04TTR:TTR Missed:Help Desk Low ClosedHuman Resource Management

Network NoPassword  0.02TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000087570

No  0.02TTR:TTR Missed:Metro B Desktop Support Low ClosedHuman Resource Management

Network YesError  12.18TIR:TIR Missed:NoneINC000000091630

Yes  12.18TTR:TTR Missed:Metro D Help Desk Low ClosedHuman Resource Management

Network NoNone  0.10TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000092505



Yes  31.42TTR:TTR Missed:Metro B Desktop Support Low ClosedHuman Resource Management

Network NoError  0.63TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000093007

No  5.90TTR:TTR Missed:Capitol Desktop Support Low ClosedHuman Resource Management

Network NoPassword  0.02TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000095220

No  0.02TTR:TTR Missed:Metro B Desktop Support Low ClosedHuman Resource Management

Network NoNone  0.14TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000096636

No  0.14TTR:TTR Missed:Rural Central Desktop Support Low ClosedHuman Resource Management

Network NoPassword  0.01TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000096773

No  0.01TTR:TTR Missed:Metro B Desktop Support Low ClosedHuman Resource Management

Network NoNone  0.13TIR:TIR Missed:NoneINC000000097183

No  0.13TTR:TTR Missed:Metro C Desktop Support Low ClosedHuman Resource Management

Network NoIncident  0.05TIR:TIR Missed:NoneINC000000099145

No  0.05TTR:TTR Missed:Metro B Desktop Support Low ResolvedHuman Resource Management

Network NoError  0.33TIR:TIR Missed:NoneINC000000100612

Yes  8.85TTR:TTR Missed:Metro D Desktop Support Low ResolvedHuman Resource Management

Network YesIncident  1.81TIR:TIR Missed:NoneINC000000101460

No  3.00TTR:TTR Missed:Security Low ResolvedHuman Resource Management

Network YesError  1.34TIR:TIR Missed:NoneINC000000101632

No  5.33TTR:TTR Missed:Capitol Desktop Support Low ResolvedHuman Resource Management

Network NoNone  0.00TIR:TIR Missed:NoneINC000000101947

No  0.00TTR:TTR Missed:Metro B Help Desk Low ResolvedHuman Resource Management

Network NoNone  0.00TIR:TIR Missed:NoneINC000000101948

No  0.00TTR:TTR Missed:Metro B Help Desk Low ResolvedHuman Resource Management

Network NoNone  0.00TIR:TIR Missed:NoneINC000000101949

No  0.00TTR:TTR Missed:Metro B Help Desk Low ResolvedHuman Resource Management

Network NoError  0.37TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000102330

No  0.37TTR:TTR Missed:Metro D Hosting Low ResolvedHuman Resource Management

Network NoNone  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000104266

No  0.06TTR:TTR Missed:Metro B Help Desk Low ResolvedHuman Resource Management

Network NoNone  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000104268

No  0.04TTR:TTR Missed:Metro B Help Desk Low ResolvedHuman Resource Management

PC/Laptop

PC/Laptop NoHardware  0.25TIR:TIR Missed:NoneINC000000090343

No  0.25TTR:TTR Missed:Rural Central Desktop Support Low ClosedHuman Resource Management

PC/Laptop NoHardware  0.03TIR:TIR Missed:NoneINC000000090453

No  0.03TTR:TTR Missed:Rural Central Desktop Support Low ClosedHuman Resource Management

PC/Laptop NoPerformance  0.02TIR:TIR Missed:Internet ExplorerINC000000091301

No  0.02TTR:TTR Missed:Metro B Desktop Support Low ClosedHuman Resource Management

PC/Laptop NoPerformance  0.00TIR:TIR Missed:Internet ExplorerINC000000091302

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedHuman Resource Management

PC/Laptop NoNone  0.71TIR:TIR Missed:NoneINC000000092998

No  0.71TTR:TTR Missed:Capitol Desktop Support Low ClosedHuman Resource Management

PC/Laptop NoHardware  0.08TIR:TIR Missed:NoneINC000000099836

No  0.11TTR:TTR Missed:Capitol Desktop Support Low ResolvedHuman Resource Management

Print/Copy/Scan/Fax

Print/Copy/Scan/Fax NoNone  0.13TIR:TIR Missed:NoneINC000000087203

No  1.17TTR:TTR Missed:Metro A Desktop Support Low ClosedHuman Resource Management

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:HP Printing System for WindowsINC000000090715



No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedHuman Resource Management

Print/Copy/Scan/Fax NoToner/Fuser/Ink  0.05TIR:TIR Missed:NoneINC000000099257

No  0.65TTR:TTR Missed:ORSIS Support Low ResolvedHuman Resource Management

Print/Copy/Scan/Fax NoNone  0.49TIR:TIR Missed:NoneINC000000100713

No  0.83TTR:TTR Missed:Metro A Desktop Support Low ResolvedHuman Resource Management

Print/Copy/Scan/Fax NoNone  0.01TIR:TIR Missed:NoneINC000000102708

No  0.01TTR:TTR Missed:Metro D Desktop Support Low ResolvedHuman Resource Management

Server

Server NoNone  0.13TIR:TIR Missed:NoneINC000000092599

No  0.13TTR:TTR Missed:Metro D Hosting Low ResolvedHuman Resource Management

Telecom

Telecom NoVoice Mail  0.05TIR:TIR Missed:TelephoneINC000000089353

No  0.32TTR:TTR Missed:Voice Operations Low ClosedHuman Resource Management

Telecom NoVoice Mail  0.07TIR:TIR Missed:NoneINC000000092714

No  0.26TTR:TTR Missed:Voice Operations Low ClosedHuman Resource Management

Telecom NoFeature  0.42TIR:TIR Missed:NoneINC000000094377

No  0.50TTR:TTR Missed:Voice Operations Low ClosedHuman Resource Management

Telecom NoCall/Receive  0.24TIR:TIR Missed:NoneINC000000096671

No  0.47TTR:TTR Missed:Voice Operations Low ClosedHuman Resource Management


